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Company' s performance is the most important agenda to compete in manufacturing 
industries. Manufacturers nowadays are competing to plan strategy to increase their 
products quality and maintain their reputations in the market. The study of Total Quality 
Management (TQM) implementation is regarding to the method for improving products 
quality. TQM is the most available method or strategy that can be used by companies to 
inorease their products quality with an objective to increase the competitiveness in global 
market. The questionnaire sent through mail survey to 125 manufacturing companies in 
Sarawak state. From the 125 companies, only 17 of them have given a feedback . From 
that 17 companies, only 8 companies implementing TQM and all the analysis is based on 
the responses of this 8 companies. All the data that had been accepted from the 
respondent, was analyzed using Statistical Package for Social Science (SPSS) version 
11 .5 for Window. The data analysis show that the manufacturers always fail to 
implementing TQM because of resistances from the employees that cannot understand 
the concept ofTQM in a short period of time. Beside that, the respondent also agrees that 
the lOp management is the most important people to encourage the implementation of 
TQM. This study shows that, the implementation of TQM is the most difficult process. 
However, there are several methods that can be used to solve the encountered problems. 





Pencapaian sesebuah syarikat merupakan agenela penting untuk bersaing di dalam 
industri pembuatan. Para pengeluar hari ini beriumba-Iumba merancang strategi bagi 
meningkatkan mutu pengeluaran elan mengekalkan pl'estasi syarikat di datam pasaran. 
Kajian terhadap periaksanaan pengurusan kualiti secara menyeluruh adalah berkenaan 
dengan kaedah untuk meningkatkan kualiti produk. Pengurusan kualiti secara 
menyeluruh merupakan langkah atau strategi yang paling sesuai bagi sesebuah syarikat 
untuk memastikan kualiti produk mereka bertambah baik dengan tujuan meningkatkan 
tahap persaingan eli pasaran antarabangsa. Data datam kajian ini diperolehi daripada 
b rung soal selidik melalui penghantaran surat ke 125 buah syarikat pembuatan di negeri 
Sarawak.. Daripada jumlah tersebut, hanya 17 buah syal'ikut yang memberi respon. 
Dalam 17 buah syarikat tersebut, hanya 8 buah syarikat yang melaksanakan pengurusan 
kualiti eeara menyeluruh dan semua analisa adalah berdasarkan kepada 8 buah syarikat 
ini. Semua data yang diterima hasil daripada penghantaran borang soal selidik, dianalisa 
menggunakan SPSS versi 11.5 untuk Window. Berdasarkan data yang diperolehi 
dadpada analisis, kebanyakan syarikat yang tedibat dalam kajian ini menganggap 
rintangan daripada golongan pekerja merupakan halangan utama yang membantutkan 
proses periaksanaan pengurusan kualiti secara menyeluruh. Selain itu, mereka juga 
beranggapan pihak pengurusan atasan merupakun orang penting dalam menggalakkan 
periaksanaan pengurusan kualiti secara menyeluruh. Kajian 1m menunjukkan, 
perlaksanaan pengurusan kualiti secara menyeluruh merupakan proses yang rumit. 
Na begitu, terdapat kaedah-kaedah tersendiri untuk mengatasi masalah tersebut. Oleh 
v 
yang demikian, dicadangkan pengurusan kualiti secara menyeluruh harus dilaksanakan 
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Changes in Global Competitions 
Today' s competi tive business environment changes much faster than it did twenty years ago, 
...r1m~lr,' ly because of advances in the growing global economy (Hayes and Gary, 1994), 
~ccl,rul'ng to Slack (1995) the environments in which most manufacturing companies operate are 
IIM~Olmtrlg ever more competitive with the increasing threat from international competitions and 
lC'lst()mC~r demand for consistent quality, low cost, swift-on-time delivery and customer specified 
design and functionality, To compete in the global economy today, a firm must be very 
into the competitive success factor such as market driven strategies, customer based 
ItOmp,etltlveness and the time to the products ( Zairi, 1996). 
To achieve effective competition they also know how their organization competes In the 
especially in manufacturing flexibility, quality base differentiation, low cost 
innovation and time based competition (Cole, 1993), Gaither and Grag (1999) point 
that if company want to succeed in global competition, they must have a commitment to 
_Istc,mc~r responsiveness and continuous improvement toward the goal. of quickly developing 
"ftft'lIl>h've products that have best combination of competitive priorities (low cost operation, high 
. rformalnce design, product design, delivery dependability and product flexibility), Krajewski 
.... 

and Ritzman (1993) define competitive priorities as "the dimension that a firm's production 
Isystem must possess to support the demands of the markets that the finn wished to compete in". 
They divided the competi tive priorities into four categories that are cost, quality, time delivery 
~nd flexibility. In addition, according to Hiam (1993) focusing on competitive priorities is one 
~ay for an organization to improve its competitiveness. This competitive priorities have force 
~ay firm to examine their business process and to devise plans to respond to an increasingly 
competitive in market place (Cole, 1993). These competitive priorities have forced companies to 
ICritically asses their key competencies and to develop strategies to compete effectively in a 
~Iobal economy. Consequently, this global competition will impact the companies' perfonnance 
to the globalization (Green, 1993). 
The Malaysian Government has decided to develop a comprehensive program to enhance 
~d promote standardization and quality management in the manufacturing industry. 
~ccordingly, it requested technical assistance of the Japanese Government was requested for a 
itudy, which was undertaken in February 1990 (Hamzah and Ho, 1994). In Malaysia especially 
be Sarawak state, manufacturing industries have become aware on the competition in the global 
narket. Through the introduction of ASEAN Free Trade Areas (AFT A) this year, manufacturing 
" 
Industries can prepare themselves for any challenges in the global competition (Khan and 
I,' ",ahmud, 2003). 
According to Gunasekaran and Goyal (1998), TQM is a management philosophy and a set of 
I'Chniques or procedures, involving total quality. This implies that quality is everybody's 





nies have successfully implemented the TQM philosophy and have attained high quality 
s with low process cost. The main objective of this new manufacturing concept and 
hnology is to promote flexibility, quality and fast response to changes in the requirements of 
_ ..,~tnn...~"" (Brown, 1992). 
Total Quality Management (TQM) Practice 
TQM is a management philosophy and set of techniques or procedures, involving total 
approach to quality. Many companies have successfully implemented the TQM 
Illo'sormy and have attained a high reputation tor offering high quality goods with low process 
(Gunasekaran, Goyal, Martikainen and Olli, 1998). According to AI-Faraj and Alidi (1992) 
TQM is an attractive improvement management concept which has gained reasonable 
a t1tpnl',nn during the last decade. Many organizations around the world have adopted TQM. 
By implementing TQM, the company can increases the quality of products that can meet the 
of customers. This stability condition will make it easier to convince the company's 
to invest in them if there is evidence that the organization is well run (Lau and Idris, 
I). The continuous investment remains the company's competitiveness with other companies 
1993). TQM can helps to improve poor company' s perfOimance if the company is not 
well and cannot compete with other companies. The better performance of company will 
it survive in long periods of time and also provides long term competitiveness (Ghobadian 
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Moreno-Luzon ( t 993) concluded that small firms were lagging behind big ones in the 
. pplication of TQM. Successful small firms were found to place more e)TIphasis on product and 
process innovation, investing in new production equipment and to have highly motivated 
management team with better managing skills. They tended to have less qualified personnel than 
~ger one, and through TQM, were able to invest in the training of their staff which led to this 
mprovement. 
TQM is continuous improvement which can result in a higher quality of products and 
~ervices and in improved employee's satisfaction ultimately satisfying their customers (Lovitt, 
996). The outcomes from implementing TQM are quality improvement, to pride in work, 
~uality improvement becoming a part of the culture and improved communication (Yusof and 
~spinwall, 2000). In addition, Thiagarajan and Zairi (1998) experienced reduction in delivery 
~e, costs of poor quality, employee turn over, absenteeism rate and inventory levels. With 
~gard to the tangible outcomes, this company has achieved numerous improvements ranging 
~m improved product quality, increase sales and improved customer and employee satisfaction 
p oh and Ridgway, t994). 
Beside of having a lot of benefits, TQM also have disadvantages. The review and the case 
rudy revealed that there are two major problems generally faced by small business. The first is 
jnancial and the second is a more general resource constraint, which in a board sense includes 
~e manpower technical expertise and managerial expertise (Samson and Terziovski, 1999). A 
awl-blown" TQM approach will involve many improvement projects running concurrently, 
~cb in turn requires training of everyone in TQM concepts, tools, supervision and 
4 
~mbuilding to name but a few. All these require a considerable investment (Chittenden, 
I' 
....ukhtar and Poutziopuris, 1996). 
I ' 
.1 Problems Statements 
A critical problem face by Hrms today is that they fail to estimate their company's future 
properly and this causes the lack of awareness about the quality of the product that need to retain 
~e company's competitiveness (Chain, 1998). The main reason why company fail to prepares the 
~roper planning to implement TQM is that they arc not alert to the market demand such as what 
acw products their customers will want, how much of these products are needed and the level of 
~roducts and services quality (Russell and Taylor, 2000). This failure drives the company to over 
~uce or produced their production of product (Schnaars, 1989). 
In today's challenging global marketplace, cost of manufacturing has become increasingly 
~portant (Gunasekaran and Goyal, 1996). The authors also stated that in order to succeed, 
pmpanies should produce high quality products and compete on the basis of price. The costs of 
~nufacturing can be minimized by keeping low inventory levels and by having good 
~ationship with vendors (Martikainen and Olli, 1998). 
Under production happen when the production is less than the market demand. The firms fail 
, meet their customer's demand because their products in the marketplace are limited and are 
Jways sold out. Inches situation, customers have to wait for along time for their demand. The 
.-m mises to send the products at a particular time and date but at last they cannot send the 
5 
as promised. All of this is because of non proper planning and communication between 
managers and customers, which the effect on delivery and lead-time (Sheaner, 1994). 
ust,omers will go elsewhere if the companies fail to satisfy on their demand. Consequently, 
tirms involved are going to lose their because of losing customer and at last they will face 
(Tybjee, 19 7). 
The new manufacturing concepts and technologies have resulted from efforts to obtain better 
of business and TQM strategies in order to achieve a management system that 
total quality. For example, automated production systems have been developed to 
l!CIi.porldS to fast changes in business plans such as new design or new products to overcome 
-.'IIIW ,pt deterioration (Giunipero and Brewer, 1993). McTavish (1996) defined if the company 
_ZIIIIli to increase the quality of products with an objective to increase the competitiveness of the 
s position in the global market, then appropriate TQM strategy should included. 
6 

Objectives of the Study 
study aims to help manufacturing companies to be more competitive In today' s 
environment through their implementation of TQM practice. This research IS 
on the scenario of Sarawak manufacturing industries. The objectives of this study are as 
• To investigate the pre-implementation experience ofTQM 
• To investigates the implementation experiences ofTQM implementation 
• To investigates the post-implementation experiences ofTQM 
7 

Scope of Study 
Specially, this study looks into: 
• 	 The initiators ofTQM implementation 
The problems encountered during the pre-implementation of TQM 
The reasons for adopting TQM 
• 	 The pre-implementation period ofTQM 
• 	 The problems encountered when starting to implement TQM 
• 	 The suggested methods to overcomes the problems encountered 
The factor that affects the successfulness ofTQM implementation 
• 	 The benefits and disadvantages have gained after implement TQM 




This chapter is reviews the necessary tenns and the related concepts of the change in global 
_mtlon and total quality management (TQM). The section on concept of change in global 
includes overview of industrial environment. The literature review on (TQM) 
the function and activities that occur during the pre-implementation, implementation 
I 
implementation. In addition, this literature review chapter will discuss the problems 
__:xl and advantages that will companies get after implement TQM. 
II:~IWIII. in Global Competition 
growth of a large number of companies in marketplace affects the competition in global 
.1Im~th! 1991). According to Ferdow (1997), global competition has raised the competitive 
all manufacturing industries. Indeed, today's manufactures faces the dual challenge 
off tough global competition while striving to satisfy demanding world customer 
Increasing of threat from international competition and demanded by worldwide 
encourage the manufactures become more alert and always be careful in their business 





In the decade of free global competition, the challenge facing by firm as they attempt to 
and develop the impol1ant competencies that will lead to competitive success 
1997). According to this situation, Porter (1980) point out that manager must 
understand their finn 's position in the market place. They also must have a commitment 
~,1nIlt()D1.4'r responsiveness and continuous improvement toward the goal of quickly developing 
products that have best combination of competitive priorities (Gaither and Grag, 
This is because company's performance actually is depends on how wen managers adopt 
firm's organization structure (Jenison, 1981; White and Hamermesh, 1981 and Kotha, 
). Therefore, manufacturers nowadays tend to kan production (with minimized waste and 
non essential activities) and to agile production (high tlexibility and responsiveness to 
market demand) in order to achieve 'world class ' status (Forza and Filliini, 1992; Jones, 
and Maskel, 1991). They aim to be more competitive and efficient in coordinating such 
market, sales, production planning, production scheduling, purchasing, production 
stock control and distribution (Slack, 1995). 
Datuk Seri Dr Lim Keng Yaik has said that the manufacturing industries in Malaysia already 
especially in furniture industries. He also said, to remains competitive with other 
that company need to make researches on how to increase the quality of furniture and 
a new countries for marketing (Yatim, 2003) . Deputy Chancellor of Unimas, Prof. Hj . 
tlj. Hanapi said development of technologies that occurred in Malaysia need more 
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